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Hotel Puri Asri merupakan salah satu perusahaan yang bergerak dalam bidang 
jasa pelayanan penginapan di Magelang. Kompetisi jasa perhotelan yang semakin 
pesat mengacu Hotel Puri Asri untuk lebih meningkatkan kualitas pelayanan dan 
penyediaan fasilitas jasanya, sehingga dapat meningkatkan loyalitas pelanggan 
dan menciptakan citra positif perusahaan. Berdasarkan hal tersebut didapatkan  
rumusan masalah bagaimana strategi customer relations Hotel Puri Asri 
Magelang dalam meningkatkan service of excellence. Tujuan dari penelitian ini 
adalah untuk mengidentifikasi dan mengetahui pelaksanaan strategi customer 
relations Hotel Puri Asri untuk meningkatkan service of excellence. Metode 
penelitian ini deskriptif kualitatif. Konsep utama yang digunakan Hotel Puri Asri 
Magelang dalam meningkatkan service of excellence yaitu dengan strategi 
customer relations. Implementasi dari pelaksanaan strategi customer relations 
dilaksanakan cukup berhasil membuat pelayanan prima dan membuat pelanggan 
menanamkan kepercayaannya kepada Hotel Puri Asri Magelang. Hal utama yang 
menjadi keunggulan dalam pelaksanaan strategi customer relations untuk 
meningkatkan service of excellence adalah kedekatan langsung antara pihak 
perusahaan dengan pelanggan. 
 























Puri Asri Hotel is one of a company who running in inn service sector at 
Magelang city. The tighten competition of hotel service has leading Puri Asri 
Hotel to improving the service quality and supplied its service facility, so that can 
increasing the consumer’s loyalty and creating a positive image of company. 
Based on this background, so it is gained a problem formulation is how the 
customer relations strategy of Puri Asri Magelang Hotel in order improving 
service of excellence. The objective of this research is to identifying and 
understanding the implementation customer relations strategy of Puri Asri Hotel 
in order to improving the service of excellence. The method of this research is 
descriptive qualitative. The main concept that used by Puri Asri Magelang Hotel 
in order to improving the service of excellence is by customer relations strategy. 
The implementation of customer relations that conducted is accounted success in 
order to creating excellence service and creating a trust for customer to Puri Asri 
Magelang Hotel. The main factor that is being advantage in the implementation of 
customer relations strategy in order to improving the service of excellence is 
direct closeness between company and customer. 
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